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1. Introduction
1.1 Background
Information systems have become a strategic resource enabling organisations to improve efficiency, support decision-making and gain competitive advantage; businesses that depend on fragmented or outdated systems often experience operational inefficiency, poor customer service and increased risk (Laudon and Laudon, 2022).
This proposal has been prepared in the capacity of an external IT consultant engaged by the Chief Executive Officer of Maldiva Ltd. to analyse the company's operational challenges and recommend a modern information system. Maldiva Ltd. is a rapidly expanding UK consumer electronics retailer operating thirty physical stores alongside an e-commerce platform. Its information systems have not evolved at the same pace as its commercial growth: the business relies on disconnected applications supported by manual data entry and spreadsheets, which prevent departments from sharing information and reduce management's ability to make timely, evidence-based decisions.
1.2 Key Challenges
The business case identifies several interconnected challenges. Inventory records are maintained separately across stores and the online platform, producing inaccurate stock levels, cancelled orders and lost revenue. Customer information is dispersed across multiple databases, preventing a complete view of purchasing behaviour or personalised service. Management reports are compiled manually in spreadsheets, delaying decisions and increasing error, while weak security controls expose the organisation to cyber threats and potential breaches of the UK General Data Protection Regulation (UK GDPR).
These are not isolated technical faults but evidence that Maldiva's systems are no longer aligned with its strategic objectives. This report therefore recommends a cloud-based Enterprise Resource Planning (ERP) solution integrating Customer Relationship Management (CRM), Business Intelligence (BI) and financial management into one platform. It evaluates the existing systems, assesses alternative solutions, justifies the recommended platform and proposes a phased implementation strategy.
2. Evaluation of Existing Information Systems
Maldiva Ltd.'s existing systems reflect a functional approach in which each department operates independent applications with little communication between them, creating information silos that restrict performance. Applying Laudon and Laudon's (2022) classification, Maldiva operates basic transaction processing systems (tills, the online storefront and a standalone finance package) but lacks the management information and decision-support layers that should sit above them; because none shares a common database, the same business fact exists in several inconsistent versions. The current architecture, illustrated in Figure 1, therefore fails the fundamental test of enabling seamless information flow across business functions.
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Figure 1: Maldiva Ltd.'s current information systems (“as-is” architecture) (author's own illustration).
The most significant weakness concerns inventory management. Stock information is updated manually across stores and the online platform, so products appear available online after they have sold in-store, resulting in cancelled orders, refunds and customer dissatisfaction; repeated fulfilment failures also erode long-term trust. Chaffey, Hemphill and Edmundson-Bird (2019) argue that inventory visibility is fundamental to omnichannel retailing because customers expect real-time availability across all channels.
Customer relationship management is similarly fragmented: records sit in multiple independent systems, so marketing cannot target campaigns, service staff cannot resolve enquiries efficiently and retention opportunities are missed. Payne and Frow (2005) suggest that integrated CRM creates competitive advantage by enabling stronger customer relationships through personalised communication and improved service.
Management reporting is a further weakness. Performance information is consolidated manually in spreadsheets, consuming staff time and increasing calculation errors and inconsistency, so senior managers make strategic decisions using historical rather than real-time intelligence, limiting proactive responses to market conditions.
Security and compliance are also concerning. Without role-based access controls, centralised authentication or audit trails, Maldiva is exposed to unauthorised access and cyber incidents. Under the UK GDPR, organisations must implement appropriate technical and organisational measures to safeguard personal information, and non-compliance risks substantial financial penalties and reputational damage (Information Commissioner's Office, 2023).
The most fundamental weakness is the lack of integration. Sales, finance, inventory and customer service maintain separate databases, so employees manually transfer information between systems; every transfer adds error and workload, and as the organisation expands these inefficiencies grow with it. Overall, the current systems create complexity, hinder collaboration and prevent Maldiva from exploiting the value of its data. Table 1 summarises this evaluation.
	Business Area
	Current Situation
	Business Impact
	Strategic Consequence

	Inventory management
	Manual stock updates
	Stock inaccuracies and cancelled orders
	Reduced customer satisfaction

	Customer management
	Separate customer databases
	No complete customer profile
	Weak CRM and lower customer retention

	Reporting
	Spreadsheet-based reports
	Delayed and inaccurate information
	Poor strategic decision-making

	Information security
	Limited access controls
	Increased cyber-security risk
	Potential UK GDPR non-compliance

	Department integration
	Stand-alone systems
	Manual duplication of work
	Reduced productivity and higher operating costs


Table 1: Critical evaluation of Maldiva Ltd.'s existing information systems (author's own analysis).
3. Recommended Information Systems Solution
3.1 Proposed Solution: Cloud-Based ERP System
This report recommends a cloud-based ERP system integrating CRM, BI and financial management. Rather than replacing individual systems independently, an ERP platform consolidates business functions into one environment supported by a single central database, so information entered once is immediately available across the organisation, eliminating duplicate data entry and supporting faster decision-making (Monk and Wagner, 2013).
Unlike the existing fragmented systems, a cloud ERP platform enables real-time communication between inventory, finance, sales, procurement and customer service, creating a single source of truth for organisational data and the infrastructure required to support future growth, as shown in Figure 2.
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Figure 2: Proposed integrated cloud ERP architecture (author's own illustration).
3.2 Evaluation of Alternative ERP Solutions
Before comparing vendors, an alternative strategy — connecting separate 'best-of-breed' inventory, CRM and reporting packages through interfaces — was considered and rejected: although individual modules can be marginally stronger, this approach would recreate Maldiva's core weakness of multiple databases requiring synchronisation, with integration costs and failure points at every join (Davenport, 1998). An integrated suite was therefore preferred, and three leading cloud ERP solutions suitable for medium-sized retailers were evaluated against functionality, cost, scalability and long-term value.
Microsoft Dynamics 365 Business Central
Dynamics 365 Business Central provides functionality across finance, inventory, purchasing, CRM and reporting, and integrates with Microsoft 365, Teams and Power BI — likely to reduce training needs on the assumption, to be validated during planning, that most staff already use Microsoft tools. Its modular cloud architecture suits growing retailers (Microsoft, 2025).
Oracle NetSuite
NetSuite is a leading cloud ERP offering advanced financial management, supply chain capability and analytics, but implementation and licensing costs are generally higher, making it better suited to larger organisations with complex international operations.
SAP Business One
SAP Business One offers integrated finance, inventory and procurement for SMEs, but typically requires greater technical expertise and heavier customisation during implementation than competing cloud platforms.
Figure 3 presents the weighted decision matrix comparing the shortlisted solutions, and Table 2 summarises the qualitative evaluation.
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Figure 3: ERP decision matrix – weighted evaluation of shortlisted solutions (author's own analysis; illustrative scores).
	Evaluation Criteria
	Microsoft Dynamics 365
	Oracle NetSuite
	SAP Business One

	Initial cost
	Moderate
	Higher
	Higher

	Ease of implementation
	Excellent
	Very good
	Good

	Scalability
	Excellent
	Excellent
	Very good

	Cloud capabilities
	Excellent
	Excellent
	Very good

	Microsoft 365 integration
	Excellent
	Limited
	Limited

	Business intelligence
	Power BI integration
	Built-in analytics
	Good

	Suitability for Maldiva
	Excellent
	Very good
	Good


Table 2: Comparative evaluation of leading ERP solutions (author's own analysis).
3.3 Justification for the Recommended Solution
Following the comparative evaluation, Microsoft Dynamics 365 Business Central is recommended, based on five factors.
Business efficiency. Inventory levels update automatically whenever products are purchased online or in-store, eliminating the discrepancies that currently cause cancelled orders, while automated workflows remove manual transfers between departments, reducing administrative workload and improving productivity.
Improved decision-making. Dynamics 365 integrates with Power BI, replacing outdated spreadsheet reports with live dashboards showing sales, stock, customer trends and financial performance in real time — the shift from reactive to data-driven management that improves forecasting and responsiveness (Laudon and Laudon, 2022).
Enhanced customer relationship management. The integrated CRM module creates a 360-degree customer view: service teams access purchase histories and previous enquiries in one place, while marketing can segment customers and run personalised campaigns that improve retention and repeat sales (Payne and Frow, 2005).
Security and regulatory compliance. Dynamics 365 provides enterprise-grade protection through multi-factor authentication, role-based access controls, encryption, automated backup and audit trails, significantly improving UK GDPR compliance while reducing the likelihood of data breaches (Information Commissioner's Office, 2023).
Scalability and long-term value. Cloud ERP enables additional stores, users and functions to be added without new infrastructure investment, and subscription licensing converts large capital expenditure into predictable operating costs while keeping the software current (Marston et al., 2011). However, total cost of ownership extends beyond licensing to implementation services, training and data migration, which is why the plan includes a contingency budget and cost governance.
Table 3 presents a SWOT analysis, and Figure 4 summarises the expected benefits as targets to be validated in the pilot.
	Strengths
	Weaknesses

	Real-time integrated information; improved operational efficiency; enhanced customer experience; better security and compliance
	Initial implementation costs; employee training required; temporary productivity disruption; data migration complexity

	Opportunities
	Threats

	Future business expansion; artificial intelligence integration; improved competitive advantage; predictive analytics
	Cyber-security threats; employee resistance to change; project cost overruns; implementation delays


Table 3: SWOT analysis of the proposed ERP implementation (author's own analysis).
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Figure 4: Expected business benefits following ERP implementation (author's own illustration).
Critical evaluation. Although implementation requires significant investment, organisational change and training, the long-term benefits substantially outweigh the short-term costs. Unlike incremental fixes, Dynamics 365 addresses the root cause of Maldiva's challenges — fragmentation — by creating a fully integrated information environment (Davenport, 1998), aligning technology with business objectives to improve efficiency, customer satisfaction, compliance and growth.
4. Implementation Plan
Successful ERP implementation depends on effective project management, stakeholder engagement and organisational change as much as on technology: failures are more commonly associated with poor planning, inadequate training and resistance to change than with technical limitations (Umble, Haft and Umble, 2003; Panorama Consulting Group, 2023). A phased, twelve-month rollout is therefore recommended (Figure 5) rather than a simultaneous deployment across all thirty stores, reducing risk and allowing issues to be resolved and feedback incorporated before wider deployment.
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Figure 5: ERP implementation Gantt chart, 12 months (author's own illustration).
Phase 1 – Project Planning and Vendor Selection (Months 1–2)
A steering committee of senior management, IT specialists and departmental representatives should be established; strong executive sponsorship is among the most important determinants of ERP success (Kotter, 2012). Measurable objectives — inventory accuracy, fulfilment times, customer satisfaction — should be defined and vendors evaluated against functionality, cost, security, scalability and support.
Phase 2 – Data Cleansing and Migration (Months 2–4)
An ERP system is only as good as its data. Customer, inventory and supplier records should be reviewed to remove duplicates, inconsistencies and obsolete entries before migration, since migrating inaccurate data simply transfers existing problems into the new system (Umble, Haft and Umble, 2003). This phase also allows records held without a lawful basis to be removed, supporting UK GDPR compliance.
Phase 3 – System Configuration and Integration (Months 4–6)
The software should be configured to Maldiva's processes, adopting standard workflows rather than heavy customisation to reduce complexity and simplify upgrades (Al-Mashari, Al-Mudimigh and Zairi, 2003). The platform should integrate with existing point-of-sale terminals, the e-commerce platform, payment gateways and supplier systems via APIs, providing real-time synchronisation and eliminating manual data entry.
Phase 4 – Training and Change Management (Months 5–7)
Employees must understand both how the system works and why it is being introduced. Role-specific training should cover store, finance, marketing, customer service and management staff, with a 'super user' in each store providing first-line support and reducing dependence on consultants. Kotter's (2012) model — communicating a clear vision, creating short-term wins and maintaining engagement — should underpin the change strategy.
Phase 5 – Pilot Implementation (Months 7–9)
The system should first go live in five representative stores plus the online platform, enabling Maldiva to evaluate performance, identify configuration issues, assess employee confidence and test reporting accuracy; pilot indicators should inform refinements before full deployment.
Phase 6 – Organisation-Wide Deployment (Months 9–12)
The system should then be introduced gradually across the remaining stores, with legacy systems running temporarily in parallel until confidence is established. Once complete, spreadsheet processes and disconnected databases should be permanently decommissioned to prevent staff reverting to old practices.
Risk Management
Figure 6 maps the principal implementation risks by likelihood and impact, and Table 4 sets out the corresponding mitigation strategies.
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Figure 6: Implementation risk heat map (author's own analysis).
	Risk
	Likelihood
	Impact
	Mitigation Strategy

	Employee resistance
	Medium
	High
	Communication, training and super users

	Budget overruns
	Medium
	High
	Project governance and contingency budget

	Data migration errors
	Low
	High
	Data cleansing and testing before migration

	System downtime
	Low
	Medium
	Phased rollout and backup procedures

	Cyber-security threats
	Medium
	High
	Multi-factor authentication and continuous monitoring

	Integration issues
	Medium
	Medium
	Early API testing and vendor support


Table 4: ERP implementation risk assessment (author's own analysis).
	Objective
	Current Position
	Target After ERP

	Inventory accuracy
	Manual reconciliation
	>98% stock accuracy

	Customer order fulfilment
	Frequent cancellations
	95%+ successful fulfilment

	Report production time
	Several days
	Real-time dashboards

	Customer satisfaction
	Inconsistent service
	Increased customer retention

	Administrative workload
	High manual input
	Significant automation

	Decision-making
	Historical reporting
	Live business intelligence


Table 5: Proposed key performance indicators for measuring implementation success.
Critical evaluation of the implementation strategy. The phased strategy significantly reduces project risk, balancing technological deployment with employee engagement and recognising that transformation depends as much on organisational culture as on software. Structured change management combined with measurable indicators allows success to be evaluated objectively. Figure 7 summarises the transformation the programme is designed to deliver.
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Figure 7: Business transformation from current state to future state (author's own illustration).
5. Conclusion
Maldiva Ltd.'s rapid growth has exposed significant weaknesses in its information systems: manual inventory management, disconnected customer databases, spreadsheet reporting and limited integration have reduced efficiency, increased risk and restricted timely, evidence-based decision-making. These are symptoms of an architecture no longer aligned with the organisation's strategy.
Incremental improvements to individual applications would only preserve the underlying fragmentation. Following evaluation of alternatives, Microsoft Dynamics 365 Business Central was identified as the most appropriate platform for its integrated functionality, scalability, security, ease of implementation and familiarity to staff. By uniting inventory, finance, CRM and BI within one shared database, Maldiva will establish a single source of truth supporting real-time decision-making, while enhanced security controls improve UK GDPR compliance.
Two limitations of this analysis should be acknowledged: the vendor comparison uses indicative rather than quoted pricing, and the evaluation scores in Figure 3 represent the author's structured judgement rather than benchmark data, so both should be confirmed through formal procurement. Successful implementation, moreover, extends beyond technology: change management, executive leadership and structured training are equally critical. The phased strategy, supported by defined KPIs, risk management and post-implementation review, provides a realistic framework for transformation with minimal disruption. The programme should therefore be viewed not as an IT upgrade but as a strategic business transformation, creating a scalable platform for innovation, improved customer experience and long-term competitive advantage. It is recommended that Maldiva Ltd.'s leadership approve the proposal and authorise Phase 1 at the earliest opportunity.
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